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Kepuasan pasien menggunakan jasa apotek merupakan cerminan hasil dari 
mutu pelayanan kesehatan yang diberikan di apotek. Kepuasan merupakan fungsi 
dari kinerja dan harapan. Jika kinerja dibawah harapan maka konsumen tidak 
puas, sebaliknya bila kinerja memenuhi harapan maka konsumen akan puas dan 
konsumen akan sangat puas jika kinerjanya melebihi harapan. Tujuan penelitian 
ini adalah untuk mengetahui bagaimana tingkat kepuasan pasien terhadap kualitas 
pelayanan obat di Apotek Ary Farma Karanganyar.  
Penelitian ini merupakan penelitian observasional dengan pendekatan non 
eksperimental. Jumlah sampel penelitian sebanyak 100 pasien/konsumen Apotek 
Ary Farma Karanganyar. Kuesioner digunakan sebagai alat analisis penelitian 
yang terdiri dari kuesioner kinerja dan harapan. Data yang terkumpul dianalisis 
dengan menggunakan analisa tingkat kesesuaian antara harapan dan kinerja yang 
diterima pelanggan (Importance Performance Analylisis) yang ditampilkan dalam 
bentukdiagram kartesius.  
Hasil penelitian menunjukkan bahwa pada dimensi bukti fisik memiliki rata-
rata sebesar 73,40% yang artinya pasien merasa puas dengan pelayanan yang 
diterima. Dimensi kehandalan memiliki rata-rata sebesar 69,80% yang artinya 
pasien merasa puas dengan pelayanan yang diterima. Dimensi ketanggapan 
memiliki rata-rata sebesar 72,59% yang artinya pasien merasa puas dengan 
pelayanan yang diterima. Dimensi keyakinan memiliki rata-rata sebesar 73,97% 
yang artinya pasien merasa puas dengan pelayanan yang diterima. Dimensi empati 
memiliki rata-rata sebesar 74,65% yang artinya pasien merasa puas dengan 
pelayanan yang diterima. Secara keseluruhan dari kelima dimensi kualitas 
pelayanan mempunyai rata-rata skor sebesar 72,88% yang berarti pasien merasa 
puas terhadap kualitas pelayanan obat di Apotek Ary Farma Karanganyar. 
 













Patient satisfaction using the service of pharmacy was a reflection of the 
quality of health services provided in the pharmacy. Satisfaction was a function of 
performance and expectation. If the performance was below expectations then the 
consumer was not satisfied, on the contrary if the performance meets expectations 
then the consumer will be satisfied and the consumer will be very satisfied if it 
was performance exceeds expectations. This research purpose was to find out how 
the level of patient satisfaction on the quality of drug services in Ary Farma 
Karanganyar Pharmacy. 
 This research was  an observational study with non-experiment 
approach. The number of samples was 100 patients/consumers of Ary Farma 
Karanganyar Pharmacy. The questionnaire was used as a research analysis tool 
consisting of performance questionnaires and expectations. The collected data was 
analyzed by using the conformity level analysis between the expectation and the 
performance received by the customer (Importance Performancee Analysis) which 
was displayed in Cartesian diagram form. 
 Research result shows that tangible dimensions have an average value of 
73,40% which means the patient was satisfied with the service received. 
Reliability dimensions have an average value of 69,80% which means the patient 
was satisfied with the service received. Responsiveness dimensions have an 
average value of 72,59% which means the patient was satisfied with the service 
received. Assurance dimensions have an average value of 73,97% which means 
the patient was satisfied with the service received, and then empathy dimensions 
have an average value of 74,65% which means the patient was satisfied with the 
service received. Overall of the five dimensions of service quality has an average 
score of 72,88%, which means patients were satisfied with the quality of drug 
services in Ary Farma Karanganyar Pharmacy. 
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